PERFORMANCE MEASUREMENT TRACKING January 1999
Billing

Billing Accuracy
CRIS Usage Bill Audit :
Measuremnent All CLECs SWBT 1 50%
No. 14 [ No of Accts | No.of Errors | Percent Percent Z-Value 45% }
; Audited Detected Error Rate Error Rate 40% +
Feb-98 1257 a3 0.24% 430% 7071\ a5y 1
Mar-ga}: 1633 0 000% 148% 49| 3.0% 4" —&— Al CLECs
Apr-98}. 1526 0 0 00% 015% -150 R I s SwaT
May-98} 1867 12 064% 024% 316
Jun-98 1695 0 0 00% 025% 205
Jut-g8}: 1746 2 011% 017% -0 55
Aug-98} 1625 0 000% 0 16% -161
Sep-98}. 1310 17 130% 025% 668
Oct-98} 1490 3 020% 0.32% 079 2 83838233883 % 8
Nov-98 1561 7 045% 047% 013 8 5 3 3 5
Dec-98 1374 2 015% 076% 262 £3825333853833
R Jan-99{ 1367 0 0.00% 0.27% o191
CABS Usage Bill Audit
Al CLECs SWBT 35%
No of Errors Percent Percent Z-Value
Detected { Error Rate Ervor Rate 30% 1 -
0 000% 000% Base < 30] | 259 | N
0 0 00% 0.00% Base < 30 N R —&— All CLECs
0 000% 000%|  Base<3o||20% R SWBT
0 000% 1.62% Base<30/] 15% 1 N '
0 000% 0.00% Base<30(| 4o | K N N
0 0 00% 000% Base < 30|, R ! .
0 000%| 0.00% Base < 30|, 05% 1 P : :
0 0.00% 0.00%|  Base<30|| 00% &—s—b—o—d—0—s—t—0—0—b
o ol SIS EEREEEE
s = > [
0 000% 000% 255853588 3%¢8
0 0.00% 0.00% _
CRIS Bill Audit
All CLECs SWBT 1 040%
No of Errors Percent Percent Z-Value [ | gago, L
Detected Error Rate Ermror Rate
Feb-G8 24 ) 000% 0.04% o30| 030% 7
Mar-98{- 236 0 000% 006% -038f] 025% 1 ~—— All CLECs,
Apr-98 289 ) 000% 005% o3lloowdt V... SWBT
May-98 306 0 000% 000% 009 015% }
Jun-98 263 1 038% 0.00% 596%
Jul-98 203 0 000% 0.00% oo} 010% 1
; Aug-98 292 0 0.00% 001% 017{| 005% .- "~ -+, R
r Sep-98 265 0 0.00% 005% 036 | 000% b—0—0—Y——t—bid Yo
Oct-98 232 0 0.00% 000% 000§; 2332333333323 $8%
Nov-98 237 0 000% 0.01% 015 gn§;g§§§g§gs
Dec-98} 227 0 000% 0.00% 000 w o= = = e -
Jan-99 216 0 0.00% 0.00% 0.00
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PERFORMANCE MEASUREMENT TRACKING

January 1999

Billing
Percent of Accurate and Complete Formatted Mechanized Bills
Measurement AII-ELECS
No. 15 No of No in Percent Z-Value
Accounts Error Correct
100 0% —r——————¢
998% +
o7 1
May-98 114,131 0 100 00% 336130}| OO o/“
Jun-98 77.343 1 100 00% 772654 | 994% T o
Jul-08 124,109 0 100 00% 3s541f| 992% 1 ~—®— AICLECs
Aug-98 98,088 0 100 00% 3148 | 990% p----er-oermmem s oo Standard
Sep-98 92,272 1 100 00% 92843}| 988% L
Oct-98 82,780 1 100 00% 82683f( 986%
Nov-88 | 61,336 0 100 00% 248%}| 984% ot et
Dec-98|. 105,422 2 100 00% 744 04 233888388833
Jan-99|' 88.076 1 100.00% 879.75 §533288288Ss
[ 12mo Totalf{ 843,557} 3 100.00%; _
- — RN eact HEH
Percent of Blllngngecords Transmitted Correctly
Measurement All CLECs
No. 16 No. of Usage No in Percent Z-Value
: Records Error Correct
Feb-o8 2,074,261 62,412 97 0%3 -167 8731 100% *—0—0—0—0—0—0—&
Mar-98 3,000,086 9,702 99.7% 1,426 725 | oo 1
Apr-98 3,172,402 4,970 998% 2181208] o0 |
May-98 2,850,639 0 100 0% e | Iy
Jun-98 2,080,945 447 100 0% 4,900 6%
Jul-98 2,009,883 0 100 0% 3252¢f] 96% T —_e—All CLECS
Aug-98{: 1,895,573 0 100 0% 315885 95% pociririmccceresccit ooy Standard : 1
Sep-98| 2,338,499 0 100 0% 350835 | 94% 3
Oct-98) 2,508,767 0 100 0% 36337§| 93% 1
Now-981 2,627,591 0 100 0% ar188f| 92% dmei—r—t e T ST i
Dec-98 3,466,204 0 100 0% 427 13, 238882333888 8 8
Jenooll 3.405.054 o] __1000% -423.34% 2353255325835 38¢s
T 12Mo. Totalf] 31,429,984 77,531} 99.8% _
b= ~Silling Completeness —
Measurement §. All CLECs SWBT ‘
] No. 17 No of Senice | No in Correct Percent Percent Z- Value
Orders Billed { Billing Period Complete Complete
Feb-98 98,388 96,104 97 7%
Mar-98 112,602 110,009 97 6%
Apr-98 114,883 112,611 98.0%
May-98 106,294 103,007 96 9%
Jun-98{ 125,035 121,835 97 4%
Jul-g8|: 141,050 136,567 96.8% -
Aug-98| 192,397 186,664 97 0% 99 1% -3,949 48}
Sep-98 266,381 258,731 97.1% 99 0% B1.433
Oct-98| 201,336 195,562 97 1% 98 7Y 57 48 o -
Now98{ 150,843 147,062 97.5% 99 0% s685f( 95 0% T ———————t—r——
Dec-98 167,919 166,202 99 0% 99 5% 2753 8883883888 83§
| Jan-99) 137,160 134,308 97.9% 99.4% 67874 252 £§5337382¢8s
12Mo. Yo} [ 1,814,378
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PERFORMANCE MEASUREMENT TRACKING

January 1999
Billing
Billing Timeliness (Mechanized Bill)
[ ["Measurement |, All CLECs ‘
No. 18 Total No. Bilted Percent Z-Value 100.0%
Accounts Late On-Time 90 0%
80.0% {
| 700%
May-08’ 114,131 50,725 55.6% 1.472.58];| 600% 1
Jun-98| 77,343 30,474 60.6% 195 79|, 50.0% T I -
Jul-98 124,109 41,082 66.9% 210.38[: 40.0% + —— A CLECs
Aug-98}' 98,088 44,593 54 5% 25450f] 300%+ el Standard
Sep-98] 92,272 31,035 66.4% 184 10|| 20.0% {
Oct-98 4 82,780 650 99.2% -13738f] 10.0%
Nov-98 61,336 8,942 85.4% 67.22}|  0.0% e —t
Dec-98 105,422 56,091 46.8% 31368 2888383823
Jan-99 S8.076] ___ 30.769 85.1%] 186.34) §532382285
[ 12 Mo. Total] | 843,557| 294,361 65.1%|| niaf
De_rily Usa_g_e Feed Timeliness
Measurement All CLECs 1
No. 19 Total No. Billed Parcent ZValue {1 100.0%
Bills Late On-Time | 99.0% 4
Feb-98 2,074,261 75.614 96 4% 104704 o0 0o, |
Mar-98 3,000,086 130,983 95.6% 5374 |
Apr-98 3,172,402 84,375 97.3% -259.07 i
May-08 2,850,639 69,007 97.6% -282.81 ::-g;’: ]
Jun-98 2,080,944 86,403 95.8%“ 6131} : .
Jul98 2,003,739 123,935 93.8% sl 69.65{| 94.0% All CLECs
Aug-98}, 1,895,576 89,642 95.3%] -1758| 930%+ |l Standard
Sep-98} 2,338,499 133,822 94 3% 4757%| o020% |
Oct-98}]. 2,489,716 68,907 97 2% 21472 | 91.0% -
Nov-08§: 2,627,590 60,664 97 7% 200.48§ |  90.0% bttt
Dec-98 3,466,294 135,000 96.1% -106.37 3388333833383 8
| danoof| 3405054] 50539 98.3% 57750 88528532883 8%s
I 12Mo. Total| [ 31,404,800] — 1,117,981 96.4%|[ i} -
Percent Unbillable Usage
" - ——— poeos000000 - — —— o—
All CLECs - CRIS (AMA/ECS)
Total Total Percent
Billing ($) Unbillable (3) Unbillable £
52,897,801 33,941 0.064%§; 09%
63,932,297 18,204
55,624,202 17,082
61,100,207 49,356
61,486,700 48,212 —4— AlCLECs
66,605,354 56,482
61,371,369 42,945
60,625,978 331,633 x
63,421,174 483,813 — N
57,393,397 163,389 A A A A A
57,639,016 114,244 222%222222%2%2
58,241,162 25,719 ‘ P22 83352882 8 s ]
720.338,747] 1,384,120 +
All CLECs - CABS
N Totat Total Percent 0.06%
Biling ($) | Unbilable ($) | Unbiliable
256,237,401 8,485 005% 1
Maro8}| 263,046,914 24,087
Apr-88f | 266,111,302 12.271 0.04% 1
May-08%| 267,968,851 8,537 0.03%
Jun-0gf] 292,570,512 24,592 :
Jutogk| 289,155,552 44,725 1 0.02% ‘
Aug-98f | 275,054,078 40,878
Sep-98f | 289,680,203 145,679 0.01% -
Oct-98} | 263,425,350 25,630
Nov-88f| 280,152,300 27,223 0.00% +———r—v———————
Dec98f| 266,819,372 97,007 8838833333383
_Jan99}| 284047115 43486]  0015% $3%2853228358s
12 Mo. Totai}'| 3,294,269,041] 502,670] 0.015%
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PERFORMANCE MEASUREMENT TRACKING January 1999

General - Center Responsiveness

LSC Grade of Service
% of Calls Answered within 20 Seconds _ - '
Lsc I] LsC Southwester Befl § | 100%
Dallas | Alliance SOC/SRC 20 4
: 0
920%E|  985% 88.9% 70%
95.0%% 98.9% 86.5% 0%
| 95.0%f| 980% 91.1% 50%
May-98f |  96.0%} 98.0% 83.7% 0% Sains
Jungsf |  93.0%}|  98.0% 72.8% 30% ' Al
Juesl | 92.0%} 98 6% 69 3% il = — Sv‘:’é‘f
Aug-98f 94.0%f, 98.6% 72 4% 10 ..;
Seposf | 96.0%|| 98.7% 82.9% ol I
Oct-98f:| 96.0%L|  98.4% 88 1% P g R
Nov-98}: 94.0%%: 97.7% 87.3% 222222222222
Decosf | 930%|| 97.1% 88.2% $£2553288s828s
Jan99f |  940%}| 97.9% 75.7% _‘ _ .
LSC Average Speed of Answer
pomr———— ——— ——————— ————————
Average Number of Seconds
Measurement LsC | LSC || Southwestern Bell || 45-C
No. 22 Dallas || Aliiance SOC/SRC ;| 400
Febog] 70} 82 | 330
Mar-08}: 6.0 | 10.1 | 300
Apr-98} 6.0} 6.6 )| 250
May-98§ 6.0% 21.7 200
Jun-08f 8o} 29.4 15.0 —¢—Dallas 1}
Jul-08f: 80} 419 | 100 #—Aliance | | |
Aug-98f 70} 308 50 "o - - SWBT
Sep-98f. 6.0¢ L 19.2 0.0 ——+——+—t————— A
Noope: | I | e 3833838838838 3
ov-98: 7.0 .0 |4 1.5 %‘55%53?%‘5805
Dec-98; 704 50} 120 f=<=3>52a4028S3
Jan-99 7.0} 50| 26.8
Percent Busy in the LSC
f Percent of Calls Offered with Busy Condition _} . —
Measurement }: LSC LSC Southwestern Bell §- 25%
' No. 23 i1 Dallas §]| Alliance SOC/SRC )
e 20% 4 .
Feb-98}: : : .
Mar-98 'f. 1 15% + el \‘ :
Apr-98§: ‘.
'\de::gg » 10% 1 ¥ |[—e—Dalias
suoe} —&— Alliance
Aug-98} *r ol SWBT
Sep-98) 00%¢ 0.0%¢ 17.5% 0% —t S ————
Oct-98§é 0 0%} 0.0%% 15.3% @ 8 ® 3 - - 3 ° o
Nov-ga}: 00% 0.0%} 17.6% A I T A
Dec-98} 0 0%} 0.0%} 9.7% L2<23>5288288S
Jan-g9} 0.0% 0.0% 22.5%

271 - No. 21,22,23




PERFORMANCE MEASUREMENT TRACKING

January 1999
General - Center Responsiveness
LOC Grade of Service
% of Calls Answered within 20 Seconds —
Measurement Southwestern Bell 100%
No. 24 LOC CcsB
——t 95% - r
Feb-08} 93 0% 93.6% ~ .
Mar-98} 91 4% 90.1% 90% T e .
Apr-98} 92.6% 93.8% 85% .
May-98} 92.2% 91.4% 1 el
Jun-98 90 5% 88.2% 80% ——CLECs
Jul-08 94 0% 87.4%
Aug-98 94.0% 86.4% 75% + SWBT
Sep-98% 91.6% 84.8% 70% L
Oct-98 92.2% 83 3% ° M L A A A A A A
Nov-98} | o1 7% 83.3% 2883382388833 3
o 27 D 5 5 2 ¢ 3 D ayg 2 9 &
Dec-98. 93 2% 89.6% 22235286528 s
Jan-99f 95.5% 91.9%
LOC Average Speed of Answer
Average Number of Seconds
Measurement '] Southwestern Bell 9.0
No. 25 LoC CSB a0l ..
~ Feb98} 70 nfa 7.0 ¢ —e
Mar-98} 6.0 nfa 160+ R
60 nfa 504
6.0 n/a 40 L
8.0 n/a 3'0 —e— CLECs
8.0 n/a VT
7.0 n/a 20+ | Swert
60 na {104
6.0 nfa 00 +——+——— -+
7.0 85 2383838583883
70 7.7 E L > ¢ 5 ooa w > 0 C
7.0 5.4 L3 2E2332§828S
Percent Busy in the LOC
Percent of Calls Offered with Busy Condition .
#  Southwestern Bell 120%
LOC CcsB
100% +
80% +
80% +
Jul-98}
Aug-98% 40% +
Sep-98}
‘: Oct-98f . 0.0% 20% +
Nov-98} 1 0.0% 1.99%
Dec-98} - 0.0% 0.04% 0% N .
_ Jan-99§ - 0.0% 0.01%
271 - No. 24,25,26




PERFORMANCE MEASUREMENT TRACKING

January 1999
Operator Services and Directory Assistance SWBT and CLECs Combined
Directory Assistance Arkansas
Measurement § % Calls Answered in these Time Intervals (In Seconds) ] Avg. Speed {
No.78-79 ¢l %< %< | %> %> | %> | %> | %> of Answer Avg. Speed of Answer (Sec.)
T 1.5 25 75 10.0 | 150 | 200 | 25.0 (Seconds) 8.0
Febogt| 314! 483] 178] 4100 3.9 11 03 43|l 70 y &
Mar-98§| 248| 416 220 148 6.2 26 1.2 5.1 (] 60 J
Apr08f| 259 408 247 172 85 3.7 1.2 55{{ 50 J
May9sf| 187 320| 288| 193] 85| 37| 12 6.2 ;'g
Jun98f] 215| 356| 250 162 6.3 25 1[ 5411 59
Jurosf! 2171 =264] 248] 466 7.9 a3 14§ 571l 10
Aug-98f| 227| 381 225| 147 58 23 09 521} oo VU S S S —
Sep98{| 266 410 221 156 7.3 25 09 52 2 238 3333 388383
Oct98f{ 283 432 201} 127 5.1 2.2 0.9 48 § 5 > £ 3 © & B8 3 § =
Novogf| 275{ 418| 225| 13s5| 61 25| o9 5.1 2 <23°3836228S3
Decd8f| 244] 377! 3071 224 123 76 461 721 D—o—swawcu':cJ
Jan-99 249 | 401| 273| 201| 105 6.6 42 | 6.8 |
_ e i || W —, I, reree
Operator Services Arkansas
MeasuremeTﬁA % Calls Answered in these Time Intervals (in Seconds) i} Avg. Speed
No. 80-81 %< | %< | %> | %> | %> | %> | %> [| ofAnswer Avg. Speed of Answer (Sec.)
1.5 25 7.5 10.0 | 150 | 20.0 | 250 H (Seconds) || o o
| 227 300 221( 132 53 1.9 04} 51}] 80 ] b |-
Maro8f| 17.2] 322| 277| 187| 88| 39| 18} 62} Z'S 1 h
Aprosft 198 368| 254 | 176 8.4 3.8 12 581 50 ¢
May-98f] 147| 276 2903| 200 8.8 4.0 1.6 65| 40 1
Jun9sf| 157| 307| 275| 1714 7.2 31 15 sgf| 307
weosf| 169| 320| 266| 176| 86| 40| 16 sof| 301
Aug-98 179 327 23.2 149 5.9 25 10 54 1 0.0 e e e o AR
Seposl| 202| 348| 230 153 75 28 11 55 1 22 3%3 232383833883
Oct-98§] 217 384( 207| 135 5.5 25 1.0 52 2 5 5 85 §$3 9 88 3 8 §
Novosk| 206| 349| 261) 10| 71| 38| 15 58 L E <= S < ® 9% 2z a0 S
Dec9gf| 19.4] 335| 325| 228| 127| 81 5.6 81 —— stT/CLEcj
Jan9gf| 206 349| 283 206| 120 8.0 5.6 7.9

271 - No. 78-81 - AR




PERFORMANCE MEASUREMENT TRACKING

January 1999
Operator Services and Directory Assistance SWBT and CLECs Combined
Directory Assistance
Kansas and Western Missouri Combined
Measurement % Calls Answered in these Time intervals (in Seconds) Avg. Speed Avg. Speed of Answer (Sec.)
No. 78-79 % < % < % > % > % > % > % > of Answer
15 2.5 75 | 100 | 150 | 200 | 250 (Seconds) 6.0
Feb-98 50 4
r:::-gg : 40 + v_/
May-98 30 1
Jun-08 20 ¢
Jukes|| 317 s16( 125 73 23 06 03 a7zl et
Augosl| 3oo| s20f 98| 50§ 13| o8| o2 34| | 00 e
sep-98|| 367) s540| 140 7.7 24 09 05 36 222222932222 9%¢°
oct9s|| 303| 495| 118 5.9 16 07 04 a7l 2 22353288858 s
Novas|] 307]| 489] 153 9.4 37 186 09 42
Dec98|| 240 422 188| 12| 4s 16| 07 47 [ '*‘SWBT’CLECT
Jan-9o|{ 21.3| 379| 229] 156 7.0 33 16 5.4
Operator Services
Kansas and Westem Missour Combined
Measurement % Calls Answered in these Time Intervals (in Seconds) Avg. Speed Avg. Speed of Answer (Sec.)
No. 80-81 % < % < % > % > % > % > % > of Answer
15 2.5 75 | 100 | 150 | 200 | 250 (Seconds) 6.0
50 + p
Mar-98|: 40 M
Apr-981:
May-98{ " 2'8 1
Jun-88 )
sies{| 332 sa1| 17| 70| 20| o7| o3} asfl 07
Aug9s|| 200| 49| 110| so| 17| o6 o3 36 | 00 =
sepo8|| 327( s01| 157 9.2 31 12 064 40 2222222322292
Oct98|{ 274| 458| 146 8.2 2.6 1.4 06} 41 S 2 28§33 73838258 s
Novas[| 30.0| 484| 162 9.8 4.1 20 1.0
Decos|{ 244| 418| 189| 118]| 48 1.7 0.8 | —— SWBT/CLET|
Janogll 243| 404] 218] 145 6.5 3.0 154

271 - No. 78-81 - KS




PERFORMANCE MEASUREMENT TRACKING

January 1999
Operator Services and Directory Assistance SWBT and CLECs Combined
r Directory Assistance
Eastem Missouri
Measurement % Calls Answered in these Time Intervals (in Seconds) Avg Speed
No. 78-79 % < % < % > % > % > % > % > of Answer
1.5 25 7.5 10.0 | 15.0 | 200 | 250 {Seconds)
Feb-98
Mar-98
Apr-98
May-98
Jun-98}:
Jul-88 329 49,2 18.4 12.2 5.9 29 1.6 46
Aug-98 29.6 43.4 22.0 14.6 61 31 16 5.1
Sep-98 39.8 56.3 17.5 12.0 54 3.1 1.5 4.3
Oct-98 36.2 52,7 14.5 8.8 4.1 1.4 0.4 3g
Nov-98 38.2 63.5 17.2 12.0 5.9 3.2 1.6 44
Dec-98 34.9 495 18.8 134 77 41 21 4.8
34.0 46.9 27.2 21.0 14.4 9.6 7.0 6.9

Kansas and Westem Missouri Combined
% Calls Answered in these Time Intervals (in Seconds) Avg. Speed Avg. Speed of Answer (Sec.)

% < % < % > % > % > % > % > of Answer

1.5 2.5 7.5 10.0 15.0 20.0 25.0 (Seconds) 8
Feb-98} :
Mar-98 61
Apr-98 4 *
May-98
Jun-98 27
Jul-os 37| 516 125 73 23 0.6 A 37§{0 e e ST S S S—
Aug98l| 300} 520| 98| 50 13| o086 34 8 8 3 3 3 2 83 3 8 3 3
Sep-98 36.7 54.0 14.0 7.7 24 0.9 3.6 2 8 &8 5§ § 3 @9 g 8 3 8
oct98l| 303| 49s5| 118] s59] 16| o7 37| £ = < 2 3 5 2 80 28
Nov-38|° 30.7 489 15.3 9.4 3.7 1.6 42 li
Dec-98|: 24.0 42.2 18.8 1.2 4.6 1.6 47 —h— East MO —— West MO/KS
Jan-99)'1 213 379 229 15.6 7.0 3.3 5.4

Operator Services

Eastem Missouri

% Calls Answered in these Time Intervals (in Seconds) 1 Avg. Speed
% < % < % > % > % > % > %> || of Answer
1.5 25 7.5 10.0 15.0 20.0 | 25.0 (Seconds)

Feb-9&¢
Mar-98'
Apr-98:
May-98§
Jun-98
Jul-98 38| s516| 175 114 5.8 31 20 45 §
Aug-98 3231 468 199 133 53 29 17 49
sep98f{ 426| 57.7| 157] 108 48 24 13§ 40
Oct-98 3sg| s58] 132 8.4 3.9 15 05} 37
Nov-98{] 393| s498] 163) 114 57 3.1 18} 43
Dec98[{ 346 489( 195| 14.0 8.3 46 24 [ 5.1

369| 505] 236| 17.8] 120 8.0 5.8 | 8.2

Kansas and Westem Missouri Combined T
% Calls Answered in these Time Intervals (in Seconds) Avg. Speed Avg. Speed of Answer (Sec.)

% < % < % > % > % > % > % > ] of Answer

1.5 25 7.5 100 | 150 | 20.0 | 250 §i (Seconds) ||+
Feb-08]. 4 16 ¢
Mar-98 |- o 51
Apr98}: | 4+
May-98|. ’ 3
Jun-98}: ! 1 4
Ju-ogl{ 332 s31| 117 70 2.0 0.7 03[} 3540 e e T S SO S A —
Aug-98f| 209 49s5] 110 5.9 17 06 03] 36 $ 3 3 3 8 3 8 g:,L 2 3 8 2
Sep-98f| 327| so1| 157 9.2 31 1.2 ey 40l 2 5§ 5 2 £ 3 © 5 2 & ¢
Oct-08 274| 456| 146 8.2 26 1 06} 4.4 £ 2 <235 2802383
Nov-88 300] 484| 16.2 98 4.1 20 10| 43
Dec-98 244) 418! 189 118 4.8 17 08 46 —<—EastMO  c----- West MO/KS
Jan-99 2431 401| 218 14.5L 6.5 3.0 15 5.2

271 - No. 78-81 - MO




PERFORMANCE MEASUREMENT TRACKING

January 1999
Operator Services and Directory Assistance SWBT and CLECs Combined
_ Directory Ajsistami_* Oklahoma
Measurement % Calls Answered in these Time Intervals (in Seconds) Avg Speed §
No. 78-79 %< | %< ] %> | %> | %> ] %> | %> of Answer } Avg. Speed of Answer (Sec.)
1.5 25 75 100 | 150 | 200 | 250 || (Seconds) 80
166) 201 313| 223 8.2 42 2.0 6.6 q
140 249| 377| 256] 123 46 18 734 75 T
85| 303| 337| 239] 13 6.0 2.6 6.9
196| 26.1| 382| 275| 125| s6]| 24 74170 T
17.3| 285 323 222 9.0 46 24 671 o5 ¥
46| 264| 355| 248| 110 48 24 704
16.1 295 31.8 22.0 10.6 4.3 1.4 6.6 6.0 +——t—t + + L +
62| 274 330 225 11.8 59 3.0 7.0 § 2 32323 833238833
208| 327 331| 235] 118 61 33 7.1 5 5 2 £ 3 2 & B 3 ¢ ¢
184| 205] 359| 260 144| 76| 40 74 £ 2 <23 >3 380248 3
1941 308] 341 238| 119| 64l 234 sat L —&— SWBT/CLEC |
209| 31.7| 360 27.2| 155 8.1 4.9 78§
e ———————
Operator Services Oklahoma
Measurement |- % Calls Answered in these Time Intervals (in Seconds) Avg Speed T
No. 80-81 %< | %< | %> | %> ]| %> | %> | %> of Answer } Avg. Speed of Answer (Sec.)
1.5 25 75 100 | 150 | 200 | 250 (Seconds)
Feb-98 288| 457 128 6.1 14 0.2 ; 38
Mar-98 246| 408| 153 71 14 0.3 01} 41
Apro8li 309! 484] 139 67 10 03 a1 a7 30 ¢
l?f May-98|| 27.2]| 448| 138 66 1.2 0.2 0.1 | e}l 20 4
Junosl] 284 468 119 60 1.4 0.6 0.2 [ 37 [
Jutes)| 266| 482 125 6.0 12 0.5 03| a7z 101
Aug-98|] 30| 487| 119 5.1 08 0.1 01 35%| 00 ——t " —
Sep-98 281 476| 138 67 16 0.4 021 38 i 2233 3383333233
octosl| 319| 482| 151 8.5 3.9 2.4 21| 4514 2 5§ 5§ 2 £ 3 ®» o g 3 & ¢
Novos|| 300| 477| 66| 88| 23| o3| o1 ac E2 25332582585
Dec-98|] 309| 479| 143 80| 24| o07| o2} 38 —e— SWBT/CLEC J
Jan-99 33.5] 40.2| 164 8.8 2.8 1.0 0.3 41} o i}

271 - No. 78-81 - OK




PERFORMANCE MEASUREMENT TRACKING January 1999

Operator Services and Directory Assistance SWBT and CLECs Combined
Directory Assistance North Texas*
% Calls Answered in these Time Intervals {(in Seconds) 1 Avg. Speed }
1 Measurement %< | %< | %> | %> | %> | %> | %> || ofAnswer Avg. Speed of Answer (Sec.)
No78-79 f| 15 | 25 | 75 | 100 | 150 | 200 | 250 }| (Seconds) ||
Feb98}| 341] 493]| 217] 159 82 a7 16| 501] 5.8
Mar-98} | 302] 454] 245] 185 89| 49| 23 56} 56 F $
aAprosy| 27.7| 419| 278| 193] 108 57 26 58| 54 T
May-98[| 27.7| 428| 256 19| 101] s0| 18 571t 32 %
Jun-g8l| 324 483| 208| 153| 82| 36| 14 501 45 1
Juosl] 284] 419! 2841 199| 4103| 48| 23 s5ai| 46 |
Aug-98|! 289| 416] 268 186 102| 50| 24 581 44 e ——
Sep98}| 328| 465] 240| 170] 81| 40 16 52{ 2 332383 3% 3383
oct-08f] 313] 452 218| 159 85| 41 24 5.2 2 5 5 » £ 3 92 & 8 3 § ¢
Nov-98|| 327| 46.4| 255| 180 100| 54| 24 55§ £ 2 €2 352302388
Dec98|| 447| 555) 225| 176} 101 83) 46 531 r —e— SWBT/CLEC
Jan-90f| 354| 40.4| 249]| 189| 98| 65| 37 5.6
Diregt'ory Assistance West Texas*
% Calls Answered in these Time Intervals (in Seconds) Avg Speed §
%< | %< | %> | %> | %> | %> | %> of Answer | Avg. Speed of Answer (Sec.)
15 | 25 | 75 | 100 | 150 | 200 | 250 (Seconds) }|
Feb-08):| 403| 524| 220| 158| 93| 49| 23 501 50 4
Mar98[| 378| s529| 212| 150| 86| 47| 23 51| 401 \
Apr-os|| 397| s534| 196| 150| 85| 48| 27 48
May-98}| 445 s6.8| 197 144 8.6 5.9 3.1 48} 307
Jun98}| 335| 479} 240| 174 102| 48 23 54§ 20 T
Julosl]| 343| 473 244| 186 105| 53| 28 55| 1.0 1
Aug98)| 334| 466] 246| 176| 100| 55| 24 55¢| 0o —
Sep9&}| 453| s59.0| 143 98 s52] 27| 1.1 38 2 3333383238388
Octos}| 499 648 125| 78| 43| 22| 10 33 £ 5 8§ 5 5 3 92 238 3 8 S
Nov-98}| 448{ se8| 178| 127 74| 37| s 43 L =2 < = 5 € » O 2 a0 5
Dec98}| 444 s7o| 177 138 75 41 2.2 4.4 f ——— SWBTICLEC
Jan-90f| 44.0] s584| 170} 16| 64 3.1 1.5 4.4 = i
Directory istance Southeast Texas*
% Calls Answered in these Time Intervals (in Seconds) Avg. Speed
%< | %< | %> | %> [ %> ] %> | %> of Answer Avg. Speed of Answer (Sec.)
15 | 25 | 75 | 100 | 150 | 200 | 25.0 (Seconds) i 5.
1 362 51.2) 214| 146| 83| 41 1.9 438%| 60 1
Mar98l: 381 | s512] 206| 147]| s9| 31 15/ 471 5.0 {
Apr-98f] 356| 49.4| 248| 194 106| 5. 20/ 551 a0 }
May-08f1 3511 472 241| 190] 108] 63| 40 63f| 30 ¢
Jun-98[{ 423| s70| 55| 108! 44| 18| o8 3gi| 20
Jul-osf| 320 49.2| 188( 123{ 55| 20{ 0.7 a4if 10 {1
Aug-98f1 409 | 557 | 64| 114| 59| 24 1.0 42| 00 et et —
Sep-98f| 356| 49.9| 213] 163| 96| 56| 34 56% 8 8§ 3883 3883888 8
octes|} 453| 59.1| 144| 00| 49| 28| 18 il 4 5 5353253538 8§
Nov-98l] 447| s59| 203| 155{ 88| 45| 21 ag}|l + = < =3 I 26>
pDec-o8f] 464} 567) 197| 148 76| 42| 19 asf —&— SWBT/CLEC J
Jan-99|| 458]) 573] 193| 145 79 3.8 16 45 {] v o
Directory Assistance South Texas* JI
% Calls Answered in these Time Intervals (in Seconds) || Avg. Speed |
%<l %<t %> %> %> | %> | %> [| ofanswer }]| 8.0
15 | 25 | 75 | 100 | 150 | 200 | 250 {Seconds) F{ 7.0 4
Feb98)| 265| 414| 231| 164 72| 30| 1.3 54} 507 M
Mar98{! 289 434| 207| 131] 59| 32| 12 48] 50
Apr08f{ 203| 438| 218| 154| 79| 42| 22| 53 4.0 1
May-08}| 203| 441 228| 149| 74| 35| 17§ 54 301
Jun-98i] 253| 41.4| 220 147| e5] 29| o9] 51 201
Jugs{| 25.4| 407| 247] 166 70| 3.1 17 5.4 :)-g
Aug-98i| 282| 430| 229| 164 85| 43| 21 55 : T T
sep98f| 369| 515 184| 122] 63| 31 13} 46 R E E g 8 3; 28 § § 8
oct9sf| 420| 543| 233| 183} 128| es| 7o} 68} 2538532 388s¢8s
Nov-o8l| 307| 506 246 181 100| &3] 33| 5.5
Dec98|| 46.8| s80] 201] 149| 86| 52| 30} 481 —e— SWBT/CLEC ]
Jan9g|| 472| s74| 208| 159| 95| 54| 28 48} —
e e ey

* These geographic designations are aligned by Operator Services operational responsibilities and do not match SWBT market areas.

271 - No. 78-79 - TX




PERFORMANCE MEASUREMENT TRACKING

January 1999
Operator Services and Directory Assistance . SWBT and CLECs Combined
I Operator Services North Texas* i
% Calls Answered in these Time Intervals {in Seconds) " Avg. Speed !
Measurement %< | %< | %> | %> | %> | %> | %> of Answer Avg. Speed of Answer (Sec.)
No. 80-81 15 25 75 | 100 { 150 | 200 | 250 (Seconds) [ .
Feb98]| s08| e89 4.4 15 0.2 0.0 oof 244 a0 |
Mar98| | 456 | 635 6.6 27 0.5 0.2 01} 274] 25 }
Apr98l.] 473 65.7 5.7 2.1 02 01 0.0 |: 25 20 +
May-981 470| 66.8 51 18 04 01 0.1 | 25¢| 15 T
Jun9Bl{ 440 648 5.3 19 0.2 0.0 00 26| 10 ¢
Jul9Bf] 381| 574 8.2 33 08 04 0.4 31§ o5 |
Aug-98[: 39.9 605 6.7 25 0.5 0.1 00 28 0.0 + + + + TR + TR— +
Sep98)] 430f 618 6.1 22 0.3 01 0.1 2.7 3 3832888 8 8 § ‘3
octos|| 416| 640 6.0 28 0.5 01 0.0 27 8 5§ 5 25 3 9 g 2 § ¢
Nov-98|| 467| 662 6.4 22 0.2 0.0 0.0 26 SR R . 8245
Dec-98]] s26| 69.1 85 54 23 15 0.8 28 T —e— SWBT/CLEC ]
Jan-99]| 406| 672 7.4 3.3 0.3 0.2 0.1 263 00000
r Operator Services West Texas*
% Calls Answered in these Time Intervals (in Seconds) Avg. Speed
%< | %< | %> | %> | %> | %> | %> of Answer Avg. Speed of Answer (Sec.)
1.5 2.5 7.5 10.0 15.0 20.0 25.0 (Seconds)
Feb-08|| 432 e45| 53| 14| o02] o01] o0 26
Mar98|] 366| s66| 86| 35| 12] 08| 07 33k
Apr-98|| 39.7| 589 8.5 3.6 12| o5 02 314 ,i
May-98|| 433] 631 8.0 39 12 05 02} 28
Jun-98|] 351]| 564 8.1 3.9 11 08 04| 3.3
Julesfl 356 55.1 8.4 3.6 11 03 0.2 | 3.2
Aug-98]| 353} 581 6.3 27 0.6 0.2 01 | 303 00 +——+—t———t—t————t—rt
Sep98l] 351 591 55 2.6 10 05 04| 3¢ 8 3 3% 32388383838 8
oct98|| 356| 59.8 83 48 24 16 o8| 33§ 2 5§ 5 2 S 3 2 &8 3 8 §
novosl| 3s52| se8| 64| 26| o8| o02] ool 2g i L=<z S 1o O 205
Dec98|| 358 604 62| 34| 14| o6 o4 36} | —e—swerrcLEC
Jan-9gl| 378| 627 5.2 2.3 0.6 0.2 0.0 28 %
Operator Services Southeast Texas*
% Calls Answered in these Time Intervals (in Seconds) : Avg. Speed }
% < % < % > % > % > % > %> || ofAnswer Avg. Speed of Answer {Sec.)
15 2.5 75 | 100 | 150 | 200 ] 250 (Seconds) i} . .
Feb-98] | 655| 775 5.9 40 14 07 0.1 26§} 3.0
Mar98|] 502 728 7.3 4.1 14 05 0.2 23} 25
Apr-98|] 603| 723 7.8 45 14 06 03 23§ 20 ¢ S
May98[]| s7.2| 708 9.0 6.2 34 241 12 28l 15 1
Jun-0g|] sa9| 738 6.3 40 14 05 0.3 23§| 10 {
Juros|| s22] 683 7.2 43 17 08 0.4 27| 05
Aug-98l] 579 734 6.5 4.4 1.8 1.0 06 24%| 0.0 e S At E A S
sep88[| 596 727 9.0 66 3.6 22 1.2 29 8 $ 3883888883888 8
Oct98|} e72] 793 56| 37 18| o8 06 | 18 2 S 35853 38583 385
o
Nov-as|| 713| 822| 43| 27| 14| o7| o5 17 e = z 3 < 200"
Dec98|| 620 761 65 38 18 0.9 0.6 21 r —e— SWBT/CLEC
Jan09|l 704] 820 4.8 3.0 19] 13 0.5 18 I
Operator Services South Texas*
% Calls Answered in these Time Intervals (in Seconds) 1 Avg Speed |
% < % < % > % > % > % > % > of Answer 8.0
15 2.5 75 | 100 | 150 | 200 [ 250 (Seconds) 7.0
Feb-98|| 36.1| 569) 93] 46| 14| o04] o02]] 32} 8907
Mar98|| 406| 621| 82| 44| 19| oo| o5} 28] 597
Apr98|| 435] 626 103 60 22 10 0.4 | 36f 497
Mayos|| s28| 71.0| 57| 32| 15| 11| o7} 24| 309
Jungs|| 440| e48| 70| 39| 17| 07| o2} 27|] 297
Jukgsl| a19]| 18] 72| 34| 10| 04| o4} 29 | (‘)g‘
Aug98|| 424| 629 9.0 5.4 25 1.8 12 33fl OO T T T T T e T e - o e o
sep98|] s37| 718 5.6 3.0 16 0.7 05§ 24} 2922222322 %2%¢92
octes|| s23| e42| 160| 133| oeo| 74| 6o} 71 282853322835 8s
Nov-98 68.0 7.3 44 1.2 07 0.4 26 |
Dec-98 751| 57| so| oe| os| o3} 21| | —e—swemciec |
Jan-99 76.4 5.0 23 0.7 0.2 01§ 1.9

* These geographic designations are aligned by Operator Services operational responsibilities and do not match SWBT market areas

271 - No. 80-81- TX




PERFORMANCE MEASUREMENT TRACKING January 1999

SWBT and CLECs Combined
Operator Services and Directory Assistance Arkansas
Percent Calls Abandonded _
Measurement Opeaor Dirédory '
No. 82 Services Assistance 7.0%
6.0% 1 3
5.0% 1
40% 1
3.0% {
2.0% T
| 1.0% +
Aug-98 4.1% 14%} ] 0.0% +— e
Sep-98 4.1% 13% 222 2 9 2
Oct-98 3.8% 12% 23882 8§
Nov-98 4.2% 1.2%
Dec-98 5.9% 25% | ——opSwc  —E—DirAsst |
Jan-98 6.0% 2.4%
Percent Calls Deflected —
Measurement 'Opera(or Directory T 1
i No.83 § Services Assistance 1.200%
— 1.000% 1 i
0.800% 4
0.600% +
0400% 1
0.200% |
;v; Aug-98 0 000% 0 000%! 0.000% +——b—r—gF—— +
Sep-98|. 0 000% 0.000%. 2 22 2 @2
Oct-983: 0.000% 0.005%: 28838 s
Nov-98§ 0.000% 0.000%
Dec-98}; 0.300% 0 100% I ——0OpSvc  —B—Dir Asst
Jan-99[ | _1000% 1.000% — -1
Average Work T
{ Measurement i Operator Directory
No. 84 Services Assistance 30.0 |
e i 25.0 1
200 +
150 +
100 +
: : 50 ¢
| ! 0.0 , et ——4
Aug-98t; 28.5 s % 222 8
Sep-98¢ 280 b & 5 3 & &
Oct-98}| 274 2 3388 28 8 8
Nov-98 272
Dec-08 27.0 | —~—opswe —&—Dir Asst |
Jan-98 26.7 e eerereees
/| Measurement | Centum
No. 85 5 Call Seconds Total 0.62%
"""" 0.61% 1
0.60%
059%1
0.58%
0.57%
0.56% -
0.55%
0.54:/0 1
Aug-98 6,595 0.53% Ity ey gyt
W O O © © O
Sep-98&{ | 4,941 22229% ¢
: Oct-98 5,128 23 8 22 s
J Nov-98 4,653
| Dec-98 5.394 —e— SWBT/CLEC |
Jan-99 4,705

* These geographic designations are aligned by Operator Services operational responsibilities and do not match SWBT market areas

271 - No. 82-85 - AR




PERFORMANCE MEASUREMENT TRACKING

Operator Services and Directory Assistance

SWBT and CLECs Combined
Kansas/Western Missouri

January 1999

Percent Calls Abandonded

| Measurement } | Operator Directory
No. 82 Services Assistance 5.0%
4.0%
3.0% +
20% 1
1.0% -
0.09 S —— et + i
Aug-98 3.5% 0% P A A
Sep-98 3.7% ? @ @ ? @ <2
0ct-98 3.9% 2 § 8 3 2 &
3 270 < w Z 0o 5
Nov-98 3.9%
Dec-98 42% L ——0OpSvc  —E—Dir Asst |
Jan-98f| 4.4%
..... T o s oA
Percent Calls Deflected
Measurement“ QOperator - Directory
No. 83 Services Assistance 0.0% 1
Aug-98] 00% ; a8
sep-os| | 0.0% 8838 8
Oct-98}: 0.0% 2 58 2 2 &
-98} -0% Z & 2 8 S
Nov-98}. 0.0%
Dec-98f 0.0% | —e—Opswc  —B—DirAsst |
Jan-99}: 0.0% — — _
: p—————— T ———— S—
Measurement { Operator
No. 84 Services Assistance 30.0
’ 250 } 1
200 }
150 |
100
50 |
00 + —
Aug-98} 273 2328883 8
Sep-QB_ 26.8 > & & TG &
Oct-98} 269 288 88 s
Nov-98 i 268
Dec-98§ 272 | —e—Opsve  —B—DirAsst |
Jan-98 | 27.0 Bf . __
xS 24 B3 o T
Non-Call Busy Work Volumes (CCS)
Measurement Centum Percent of
ﬁo. 85 Call Seconds Total
13'308 i r@ QT}’Q‘Q‘O’)
11,252 8338383
o QO > Q [ =
8,951 385238
10,225
11,465 —e— SWBT/CLEC ]
10,631 S
i R SN

* These geographic designations are aligned by Operator Services operational responsibilities and do not match SWBT market areas.

271 - No. 82-85 - KS




PERFORMANCE MEASUREMENT TRACKING January 1999

SWBT and CLECs Combined
Operator Services and Directory Assistance Eastern Missouri
Percent Calls Abandonded
Measurement Operator Directory
No, 82 Services Assistance
Aug-98 3.7% + ; ‘
Sep-98 29% 28833 8
Oct-98 26% 288 2238 s
Nov-9& 31%
Dec-98; 37% ——OpSwc  —B—DirAsst |
Jan-98¢. 4.2%
Percent Calls Deflected
Measurement | Operator ' Directé.r'y B
No. 83 : Services Assistance 0.1%
0.1% -
01%
0.1% -
0.0%
0.0%
Aug-98 0.0% 0.0%f: | 0.0% M e
Sep-98 00% 0.0% 06’. 0& @ °$’ °’6 ‘3
Oct-08 0.0% 0.0% 288 28 S8
Nov-96 0.0% 0.0%
Dec-98} 0.0% 0.0% | —e—Opsw. —B—Dirsst |
Jan-95t 0.0% 0.1%
Average Work Time (Seconds)
Operator B Directoryi —
Services Assistance 38 g l
7.0 i
260 1 e
250 1
240 1
230 +
220 +
: 210 ¢
Aug-98| 278 200 s ® m e 2
Sep-98| 27.4 2222 9% 2
Oct-98| 26.9 286 8 2 s
Nov-98} 26.7
Dec-98 263 | —+—opswe —B—Dirasst
Jan-99} 26.2 —
; ..... -—; orerhrrerm—— , SRR .._ -------------
Non-Call Busy Work Volumes (CCS)
Centum Percent of
Call Seconds Total 1.02%
100% 1
098% |
0.96%
0.94% |
0.92%
0.20% -
0.88%
0.86% 1
Aug-98 10,313 © © o © ©® o
Sep-98 9,350 3 ‘{" 23292
Oct-98 8,289 2 & 8585
Nov-98 8,745
Dec-98 8,869 —e— SWBT/CLEC B
Jan-991 8,576 .
........... I

* These geographic designations are aligned by Operator Services operational responsibilities and do not match SWBT market areas.

271 - No. 82-85 - MO




PERFORMANCE MEASUREMENT TRACKING

January 1999
SWBT and CLECs Combined
Operator Services and Directory Assistance Oklahoma
Percent Calls Abandonded
Measurement | Operator - FDirectc‘)ry ‘ o
No. 82 Services Assistance 4.5%
‘ 4.0% + —
3.5% 1 f
3.0% +
25% 1
2.0% 1 E,a——s\s/m
15% +
10% 1
0.5% +
Aug-98 3.9% 00% T T S .
Sep-98 3.9% 2222 9% 2
Oct-08|: 4.1% 28853 8 8
Nov-98 3.9%
Dec-98 40% ——OpSwc  —E~—DirAsst |
Jan-89} | 3.7%
Percent Calls Deflected
[ Measurement Operator Diredory ' -
No. 83 Services Assistance
’
Aug-98} 0.0% ———a—a
Sep-98] 00% e © ?: ¢ 2 33‘,:
Oct-98|: 00% 22882 8§
Nov-98} | 0.0%
Dec-98j; 0.0% | —e—0OpSvc  —B—Dir Asst l
Jan-99} 0.0% } ,
Average Work Time (Seconds
Meaéﬁfemeﬁt Opefétor Directory : 4 7
No. 84 Services Assistance 30.0
—= 250 ¢
200
150 -
100 +
50
Aug-98 276 00 e e e
Sep-98 28.2 %’, ‘3 2 2 2 2
Oct-98}. 28.1 2 3 8 2 8 5
Nov-98 276
Dec-08 27.4 I —e—Op Svc —B—DirAssti
Jan-99 274 20.8 - e
Non-Call Busy Work Volumes (CCS)
Measurement ' Céntum Pén;,éntof 1 T
No. 85 Call Seconds Total : 0.92%
0.90%
0.88% 1
0.86% 1
0.84%
0.82% 1
0.80%
0.78% -
1 0.76% -
Aug-98| 9,281 0.87%) | 074% o e == e o
Sep-08], 9,718 0.90% 2222 % 2%
Oct-08|" 9,568 0.90% | 358355 &
Nov-98}. 8,801 083%l| |
Dec-98| 9,727 0.85% —e— SWBT/CLEC ]
Jan-g9}: 8,295 0.80%]

* These geographic designations are aligned by Operator Services cperational responsibilities and do not match SWBT market areas.

271 - No. 82-85 - OK




PERFORMANCE MEASUREMENT TRACKING January 1999

SWBT and CLECs Combined
Operator Services and Directory Assistance North Texas

Percent Calls Abandonded

Measurement Oberalor Directory
No. 82 Services Assistance 5 0%
4.0% 1} /\*.
3.0% 1
20% ¢
—8—8—&—%
1.0%
Aug-98 45% 0.0% F—=m—t e —
Sep-98 4 0% 06,1 md 2 2 9% ?:’
Oct-08 47% 288328 s
Nov-98 4.0%
Dec-98 3.8% ——OpSwc  —E—DirAsst |
Jan-99 3.7%
Percent Calls Deflected
Measurement | | Operator Directory
No. 83 Services Assistance 4.5%
o 4.0%
3.5% +
3.0% +
2.5% 1
20%
1.5% +
1.0%
05% {
Aug-98 0.2% 00% e
Sep-98 0 0% 2222 93 2
Oct-98 0.0% 286 2 8 s
Nov-98 0.0%
Dec-08| 0.7% | —e—opswe —&—Dirasst |
Jan-99}. 0.0%
: K mom———Cher
Average Work Time (Seconds)
Measuremént : Operator Directory'
No.84 | Services Assistance 300
250 1 .——.**_—‘r
200 1 B—e—e—-5~?
150 +
100
50 }
’ .0 + + +
Aug-98 245 0 s =% 2 2 2
- 2 @ @ ¢ 9 ¢
Sep-98 238 S a5 3 8 &
Oct-98 240 E w © 2 o -
Nov-98 239
Dec-98 245 | ——opsw —B—DirAsst
Non-Call Busy Work Volumes (CCS)
] Measurement Centum Percent of
No. 85 Call Seconds Total 1.40%
[ A 1.20% - ‘_/\
| 1.00%
L 0.80% -
0.60% 1
0.40% A
1 0.20% A
Aug-98} 17,615 104% 000% o e - o o
Sep-98| 16,584 1.04%{ 2222 %2
oct-0s 16,554 100%] 2828 s%
Nov-98} 16,199 1.09%
Dec-98 20,968 1.24%] r —o— SWBT/CLEC J
| Jan-99} 17,063 1.12%
..... - _ a3 —-— PRSP Sp— T KEEERRS
M i —

* These geographic designations are aligned by Operator Services operational responsibilities and do not match SWBT market areas.

271 - No. 82-85a- TX




PERFORMANCE MEASUREMENT TRACKING

Operator Services and Directory Assistance

SWBT and CLECs Combined

January 1999

West Texas

Percent Calls Abandonded

[ Measurement Operator Directory
No. 82 Services Assistance 6 0%
50% 1
40% +
30% 1
2.0% 1
1.0%
Aug-98} | 42% 14%f | 0.0% +—+ U
Sep-98 38% 1.0% 322 2 % 2
Oct-98 5.3% 10% 28822 8§
Nov-98: 4.0% 1.2%
Dec-98 42% 12% | ——opsve  —e—pirasst |
3.9% 1.1%
Percent Calls Deflected
Measurement ¢ Operator Diractory :
No. 83 | Services Assistance 10% B
08% | 1
0.6% | :
0.4% }
0.2% |
Aug-98 0.0% 0.0% e} -+ ; + ; :; ; ;
Sep-98} 01% 2 &8 3 8 & §
£ ® & § 2 O ¢
Oct-98 0.3% 2 86 8 8 3
Nov-98}: 0.0%
Dec-98 { 0.0% | ——opsw —5—Dir Asst |
Jan-9¢§: 0.0%
Average Work Time (Seconds)
Measurement Operator Directory *
No. 84 Services Assistance
I
[
Aug-98} 225 - © ® @@ © o
Sep-98¢ 232 222293 ¢
Oct-98 22.0 2 & 8 2 8 8
Nov-98&¢. 223
Dec-98} 225 | —e—Opsve —B—DirAsst |
Jan-99 227
Non-Call Busy Work Volumes {(CCS)
Measurement Centum Percent of 1
No. 85 Call Seconds Total 1.25%
' 1.20%
1.15% -
110% -
105%
) 1.00%
Aug-98} 15,060 108%}| 095% P
Sep-98§. 13,872 1.05%4: 222 2% 2
Oct-98} 13,875 106%] 388358 %§
Nov-g8{ 13,067 108%}:
Dec-98 14,903 111%4 —e— SWBT/CLEC [
Jan-981 15,055 1.21%f .

* These geographic designations are aligned by Operator Services operational responsibilities and do not match SWBT market areas

271 - No. 82-85b - TX




PERFORMANCE MEASUREMENT TRACKING

SWBT and CLECs Combined

Operator Services and Directory Assistance

January 1999

Southeast Texas

Percent Calls Abandonded

Measurement }: Operator Directory
No. 82 Services Assistance
m
!
Aug-98 3.0% ; m - w w pe
Sep-9& 3.3% 3 2 e o; o:b 2
Oct-98} 2.4% 2 338 2 8 s
Nov-98 2.2%
Dec-98 27% —e—OpSve  —B—DirAsst |
Jan-9% 2.2%
Percent Calls Deflected
Measurement Operator Directory
No. 83 Services Assistance 1.2%
’ 1.0% 1
08% +
: 0.6% 1
0.4% 1
0.2% 4
Aug-98| | 0.2% 0.0% ' T s % m % % o
Sep-98§ 0.5% 29 2 3 ¢ 8
Oct-98}: 0.4% ERN 8 S g2 s
Nov-98 0.4%
_ Dec-98 0.0% . | ——opsve —&—DirAsst |
| Jan-99 0.3% 0% ; —
Average Work Time
Measurement §, Operator Directory
No. 84 Services Assistance 24.0
230 + W»
220
210 § B\E 4
200 1
190 1
% 180 e
Aug-96} 232 8 A
Sep-98} | 229 222293 2
Oct-08} 222 286 88 s
Nov-93} 226
Dec-98} 221 | ——opsve —a—Dirasst|
Jan-99} 23.3 — — :
Non-Call Busy Work Volumes (CCS)
YT AR ——— S—— St —S
Measurement Centum Percent of
No. 85 Call Seconds Total 0.70%
— 068% A
066% A
0.64%
062% -
0.60%
0.58% 1
| 056% -
Aug-98}! 21,084 070%}f | 054% T T e o o
Sep-98} 13,592 0.64%# | o @ 2 9 0 O
] : o a g 2 9 c
Oct-98 13,334 0.59%§ 23828 s
Nov-98 13,538 0.66%}
Dec-98 15,571 0.69% —4— SWBT/CLEC J
Jan-89 14,193 0.67%

* These geographic designations are aligned by Operator Services operational responsibilities and do not match SWBT market areas.

271 - No. 82-85c - TX




PERFORMANCE MEASUREMENT TRACKING January 1999

SWBT and CLECs Combined
Operator Services and Directory Assistance West Texas
Percent Calls Abandonded
Measurement 1 Cperétor Directory
No. 82 Services Assistance 7.0%
6.0% 1
5.0% }
| 4.0% ¢
3.0% 1
2.0% 1
1.0% +
0.0% + t —
l,. Aug-98 R 3.6% ) ¥ ® W ® © O
- Sep-95¢ | 3.0% 2 @ 9 2 o
Oct-98} 6 1% 2 &8 3 2 §
et 3 ° - 2 38 S
Nov-08} 29%
Dec-98} 2.4% ——0OpSwc  —8—DirAsst |
Jan-99 2.7%
Percent Calls Deflected
Measurement” Opéfator Diféctory
No. 83 Services Assistance 8.0%
Aug-98}i 0.3% o ® o ® © o
Sep-98} 0.0% 22229392
Oct-38§ 6.9% 2 88 2 8 s
Nov-98 0.0%
Dec-08} | 0.0% [ —e—OpSvc  —B— Dir Asst
Jan-gg% 0.0% — M
Average Work Time (Seconds)
‘1 Measurement Operator Directory

No. 84 Services Assistance

! 20.5

(]

Aug-08 209 * LA S
Sep-98 206 "6” °’6_ 22 92 "’é
Oct-081; 212 2 88 8 8 s
Nov-98}; 208

Dec-98} 209 | ~—OpSwc —&—DirAsst |
Jan-99§’ 20.9|

Measurement” Centum B Percent of :
No. 85 Call Seconds Total | 110%
(| 1.05%
! 100%
(| 0.95%
| 090% -
Aug-08 17,512 120%}f | 085% T e e .
Sep-98 12,371 0.93%}: 222929
Oct-98 16,203 1.02%f 2382858
Nov-98 485 0.97%}
Dec-98 551 1.07%§ L —e— SWBT/CLEC J
Jan98i| 491 1.00%¢: - N

* These geographic designations are aligned by Operator Services operational responsibilities and do not match SWBT market areas
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PERFORMANCE MEASUREMENT TRACKING January 1999

Provisioning - POTS (Resale) Arkansas
I Mean Installation Interval (Days Field ¥HVork
premee— S - sy peey ~ .
All CLECs SWBT 30
No of Mean No Mean No. Z-Value L. ..
Orders of Days of Days ) ) -.‘..---~-~.,___.."- ISR L
710 178 259 6.65
624 1.96 272 507 {
418 167 245 340 S
349 164 248 aszff 54 T ¢ e swert
425 191 2.50 -2 64 :_*_:.A"_C_':EC_EJ
403 174 242 asfl 1
452 180 246 4 26f;
474 223 2.65 2228 o
480 2.21 265 256k
418 182 245 507 -
429 195 251 e % 8 8 8 8 & 2 8 & 8 2
Jan-99 484 2.21 255 %22(12%;3%%?32
12 Mo, Total o5 o] 283 £ = <23~ 24 0248 3
SSaeueSaeerIms ey s h iy ————— ——— o e
Business
;;ff”? All CLECs SWET ,“
No of Mean No Mean No ZValue |
Orders of Days of Days i
21 210 308 Base < 3¢
1 236 312| Base <3g{
8 213 323 Base < 38
4 225 3,39 Base<3¢§| " | & & N O/ N __4 |~ ;
6 283 313| Base<3c | —&—All CLECs|
9 200 288 Base < 3¢ 154
15 200 314 Base < 3¢
23 267 334 | Base<3 161
40 2.80 359 0748 o5
15 213 337| Base <35} oo o o
27 237 329 Base <3CE| T . . j ’ . J . J
. 20 4.10 2.97 '§§§§§§§§§§§§
TN R T T t 22353 <33 23 3
- Mean Installa | {Days) - No Field Work i
T ;-R?;idénce — s — — TS — ; i i
All CLECs SWET 1 18 :
No of Mean No Mean No ZValue § 16 +
Orders of Days of Days 3 1
% Feb-98% 2,264 1.54 0.6¢ 25745 141
3 Mar-98§; 2,236 144 063 248881 12 1
5 Apr-98} 1,685 126 0.60 wosl] .
g May-08 & 1575 132 063 212l [ ------ SWBT
: Jun-98%: 1,797 144 065 2660f| 08 —— Al CLECs
2 Jul-ga § 797 0.23 0.62 757 46
3 Aug-98§ 726 024 069 648
: Sep-98% 778 023 069 594§ 041
- oct-98 ! 433 0.52 068 1478 o2
] Now98E 425 045 063 -1 00 L
! 3 : — S
| wosl| sl ool  om| we| 3 33 %% E 3338 % 8
;i 517 o 1,5; — 0155 ° 2“‘ £ 12' 2 3 2 3 (‘j‘ <Z3 3 s
13, . I
e et
Business
ANl CLECs SWET
No of Mean No Mean No ZValue
A Orders of Days of Days
Feb-98}: 138 236 072 788 §
Mar-98 ¥ 160 365 066 16 16 §
Apr-98¥ 100 374 077 9.71
May-98: 119 2.87 079 ot fl .l /SNy Y T SWEBT
! Jun-98¢ 172 508 077 2005 —— AllCLECs
Jul-o8 ! 0 nla 0 86 Base <30 §
2 Aug-98§ 2 100 134 Base<30 ;i
Sep-9a} 2 000 078| Base<3o f
Oct-98 , 28 138 083] Base<3C P,
Nov-g8 17 159 086| Base<3t ) ¥
’-, Dec-98; 13 038 077| Base<3: 2 3 3 8 8 8 8 8 8 3 B 3§
Jan-89 3 0.67 0.87 Base < 3G A o L o> & 3 & & 3 3 8 <
e y———— R A A SR 3 U AR A SR AT 2 S < g 3 = 2 % Q 2 a 5
112 Mo. Totaif] 755 339 . —
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PERFORMANCE MEASUREMENT TRACKING January 1999

Provisioning - UNE Loop and Port Combinations Arkansas
Mean Installation Interval (Days) - Field Work/No Field Work
Y e ATV e——— A ————— T ————— o
UNE Loop and Port Combos Res/Bus - N Orders !-
' All CLECs SWET 25
i No of Mean No Mean No ZValve | Tl
é QOrders of Days of Days 20l
18 ¢+
10 + -
: —— All CLECs
0 nia 2.08 Base < 3C}
0 n/a 232 | Base<3uf| 05
0 nfa 232 Base <3CE
0
0 n/a 216 Base <334 00 ' ' j ) * 4
= © -] © «© [ o
0 / @ 2 9 9 o 9
e 2 & 3 3 § £
0 2 8§ o 2 & S8

271 -No 27b




PERFORMANCE MEASUREMENT TRACKING

Provisioning - POTS (Resale)

January 1999

Arkansas

SR

Percent lnstallations Completed Within 5 Dzys ~ Field Work

e X
w«,.;w ::ﬁ

Residence
All CLECs SWBT 100%
# Install % Install % Install ZValue 99% 1
in 5 Days in 5 Days in 5 Days 8%
704 99 15% 94 73% 522 °
610 97 76% 9347% 42 97% T
410 98.56% 94.74% 343 96% 1 e
347 99 43% 94 72% 39t o5% | e Treet o m e
416 97.88% 95.06% 26% ot I R —&—All CLECs
487 98 78% 95.79% 32 °
a47| o889% | 9584% 3228 9% 7
468 98 73% 95 26% 352 92% }
470 97.92% 95 21% 27 91%
415 99.28% 8607% -3.35 90% X . L
426 99 30% 95.70% 3 6% °g 2 2 8 8 2 8B 3 8 % B g
479 9897% 9513% 3.2 D S A S S S S
) S . o) . 1] W10 g 2 22 3 3 2 8§ 8 2 & s
98 70% 95, 22% * 2 =0
DN ISR RERNG T Y T ——— e, T ) .[{:,,,. preppro T
mmmwmnmmmmm 6% NG ISR E R INCE A TGS U O RS T T 3 — 2

5

Business
Al CLECs SWBT 105%
# Install % Install % Instatl Z-Value
: in5Days | in5Days | in5Days t 100% ¢
; 21| 100.00% 9056% | Base <3G
g 1] 100 00% 8991% | Base<3Gf| gs59
8 100 00% 90.10% | Base <3Cf
a| 10000%| 8042%| Base<3CE| oo bocoroowen. Ntfriieell 0 Trel et B SWBT
g 5 8333% 90.91% | Base <3Cf ——4— All CLECs
i ] 100 00% 90 72% | Base <3¢ ‘s 85%
; 15| 100 00% 90 76% | Base <3cf
i 22 95 65% 89.87% | Base<3t % 80%
3 39 97 50% 87 60% 1.8¢k:
3 151 100.00% 91.45% | Base <3¢ 75% L L
i 27|  100.00% 8980% | Base <3C{! o o ® © o o © © ® © o o
g 18 _9236% ; g ¢ 2 2 22 922 2 % 3 2
-f o & 5 2> £ S o a 3 <
pmm— & 2« 2 3 5 2 & 6 2z & 8
il oo] toe] orase] soame e o :
Percent lnstallations Completed Withm 3 Days - NoF ielclH\_I!Vork
Residence
Al CLECs SWET 100% ¢
No of # Install % Install % Install Z-Value
Orders in 3 Days in 3 Days in 3 Days £l 100%
3 2,264 2243 9907% | 9916% 45! ..
% 2,236 2,196 98 21% 99.01% 36681 ooy, AR
3 1,685 1,680 99 70% 99 19% 233§ Tt Tl
§ 1,575 1,561 99 11% 99 26% 068} oo, | M SWBT
1,797 1,784 99 28% 9933% 028§ —— All CLECs
i 797 797 [ 100 00% 99 37% 2254 8%
726 726 | 100 00% 99 11% 256}
778 7781 10000% | 98.88% 2084 oo |
433 433] 100 00% 98 85% 223}
425 425 [ 100 00% 99 08% -1.9¢ 7% o ) L
100 00% 98 79% 208 o @ © ® w o ® © o ® @ o
§ : 100.00% 3 2??°-’"-’2""$$"""’-’°-'
;4 s 8§ 5 2 F 5 3 2 8 83 3 & &
3 13,517 L= = = = 9
:umkw’-&.a':w - DDA SR ABB RO IRIN RGO R

.
G

Busmess

%
R IR A MO%‘WW&KM

?i
[ 7] ] e

A2 DAL SN IS SRR 1 A A4 ST AR

%%ﬁ“ All CLECs SWBT
A No. of # install % Install % Install
Orders in 3 Days in 3 Days in 3 Days
138 107 77 54% 97 30%
160 94 58 75% 97 29%
100 67 67 00% 95 86%
119 83 69 75% 96 91%
172 102 59 30% 96 33%
] 0 nla 96 49%
2 2 100.00% 96 01%
2 2 100 00% 97 50%
28 29 100 00% 96 89%
17 17 100 00% 96.45%
13 13 100.00% 97.15% | Base <3¢¢
100 00% 96 61%

L 4

L 3

Mar-98 A
Apr-98 1
May-98
Jun-98

Sep-98

Oct-98

Nov-98 1

Dec-98 1

Jan-99

—OT All CLECs
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PERFORMANCE MEASUREMENT TRACKING January 1999

Provisioning - POTS (Resale) Arkansas

Percent SWBT Caused Missed Due Dates - Field Work

Resideﬁce

Al CLEGs SWBT i B0%
No. of # Missed % Missed | % Missed ZVNalue ‘K 70%
Orders Due Dates | Due Dates | Due Dates 3 Lo .
745 16 215% 6.10% <438l sou +° el . RN
665 18 271% 669% 4 05§ el PPt S
456 19 417% 6 14% a72g] S0% T .
382 10 262% 570% 2578 400 4
456 16 351% 536% A74F
516 16 310% 5.35% 223 53' 30% !
476 22 462% 5.17% 83| . d p
501 18 350% 561% Aeaf
504 1. 3.77% 595% 203F] 10%
447 10 2.24% 520% 285
481 17 239% 643% asap| O 0% e e '
521 2.30% 4.52% 248F] g 8 8 8 & § 8 § 8 3§ 3§ § |
ey e 3 & 2 s 5 3 2 & b ] 3 8 § i
6,130 3.05%]  571% e = = - < 9 £ o = -
Business .|
Al CLECs SWEBT 120% 1
No. of # Missed | % Missed | % Missed Z-Value :
Orders Due Dates | Due Dates | Due Dates 1 100% 1 :
23 [} 0.00% 6.23% | Base <33} ;
12 0 000% 560% | Base<38f! 80% 4
9 0 000% 498% | Base <30} .
4 0 0 00% §55% | Base <30f! 400 t.. . IO R SWET | &
1 0 000% 498% | Base <30} - —&—AIICLECs| §
14 0 000% 548% | Base<30f| 0. | ]
7 0 000% 589% | Base <30 g
30 1 3.33% 559% -0.54 o | :;
: 45 1 2.22% 690% 248 '
Nov-08¢ 20 0 000% 476% | Base <3af]
Dec-96 36 of ooo%| 631% 155§ 00% &—4—4—b—4—t—4———t—0—0—
Jan-98% 27 3 11.11% 2.39% | Base <3 % g 2 “’% T3 % 133 e 2
IS ¥ T SO AT N RBE: OO PR LT S TSR e L [ e < 3
12 Mo, Totatl: 248 5 2.02% 5.40% 2 & = < = 5 1 < & 0 2 8 S
o T ep———— T —— e r———rp 2 o re———— e ————— sr——
Percent SWBT Caused ed Due Dates - No Field Work
Residence
Al GLEGS SWBT ;| 016%
No of #Missed | % Missed | % Missed Z-Value __ 0 14% +
Orders Due Dates | Due Dates | Due Dates %
3,833 0 000% 0.03% -108f 012% 4
4,072 1 002% 004% 048§
3,450 ) 000% 003% -1o3g] 010%
3,273 0 000% 001% 065F ¢ g0, |
4,606 7 015% 0.02% 5628
6,155 6 010% 003% 27¢§ 006% 1
13,546 1 001% 0.03% S EPYYW B
7,322 0 000% 002% 123 Lot
6,303 1 0.02% 005% AVE 002% |
8,308 ) 0.00% 003% A8af
_E| 000% ' —t N
8,139 0 0 00% 0 08% 25% . - . ® @ ® o
Jan-9{] 5,992 1 0.02% b $ 2 232 % % %
12 Mo. Tota: 75,008 17 0.02% = = - w 0 = 8 >

Business

PR Bnorewwmoncs

All CLECs SWBT 4 2%
No of #Missed | % Missed | % Missed ZValue
Orders Due Dates | Due Dates | Due Dates 4 10% 1
Feb-98 414 ) 0 00% 025% -1.01
Mar-884 610 0 0.00% 012% 0878 0.8%
Apr-88§ 497 0 0 00% 024% -1.08F
May-95} 570 0 000% 0.88% 228 gy |
Jun-9B] 508 1 0 20% 033% 05§
Jul-GEE] 845 4 042% 022% 120 04% +
Aug-98%; 1,207 0 0 00% 020% -193¢] ;
Sep-08 1,026 10 0 98% 0.26% amfl oo L
Oct-98}} 769 0 0.00% 032% -
Nov-8& 668 2 030% 0.86%
Dec-08l: 828 0 0 00% 0.43% 00% $——b——FA—rt—F——%— % ]
: 8 3 8 8 3 8 %3 8 3 8 8 8 ]
| jenoej] o ossi] ol ool osew 3 5 8 5 <32 3% 3 5% :
{12 Mo. Totes §3 8,262 17 0.21% 0.39% I S S i
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PERFORMANCE MEASUREMENT TRACKING

January 1999
Provisioning - UNE Loop and Port Combinations

Arkansas

10 L ARESOA RSN A OGNS AEADALERNT I S AR R0 A0 00 CLALS S SR AEPHER UM 01 L0
UNE Loop and Port Combos Res/Bus - N Orders
All CLECs SWBT
# Missed % Missed % Missed
Due Dates | Due Dates Due Dates

Percent SWBT Caused Missed Due Dates Field Work/No Field Work Combined

|—e—alCLECs|

Dec-98 ¢

271 -No 29%




PERFORMANCE MEASUREMENT TRACKING January 1998

Provisioning - POTS (Resale) Arkansas

Average Delay Days for SWBT Caused Mlssed Due Dates (Excluding Lack of Faculities) Fleld Work

5 i ReSIdence §
T Measurament | Al CLECs SWBT 80
No. 30 # Missed Avg No Avg No ZValue g0 +
Due Dates of Days of Days
7 129 220 | Base<ach!| 70T
2.50 328 Base <3¢ 60
11 182 238 Base < 3( y
6 133 394 | Base<3% : sor 0/ h e sweT | i
5 240 338 Base < 3¢ 4.0 o Al CLECﬂ :
8 250 269 | Base<3cf] .o B
14 250 232 Base <X} ’
13 215 239 Base<3Cf| 20 i
12 783 326| Base<30§] 49 :
4 160 1.85 Base < 33§ L ) . L
3 133 508 | Base<3nf) 00— * s % 8 8 = % 8 % = 8
8 2.38 211] Base <304 g @ 2 2 2 9 ¢ g @ @ o @
03 2.80 298 30 e = %= 5 <« o O Z 4 3
Business
AN GLEGS SWeT 140
# Missed Avg No Avg. No. Z-Value 2
Due Dates of Days of Days 120 ."‘ N
0 n/a 410 | Base<3g a S
0 n/a 1221 Base < 3¢ 1001 K . "' " . .
0 na 7.07 | Base<3% 804 “‘ g \ . . /
0 nia 1256 | Base <30§j J . K .
0 nfa 543 | Base<3¢f] g0 1. e
0 nia 639 | Base<3C "l . Y
0 n/a 957 | Base<3gf] 404 \
1 300 7.20 | Base <30 e
1 300 261| Base<3of] 207
[ n/a 412 Base < 3% Y R
0 na 38| Base<scll 00 T T T T T T o & ¢ = @
] 12 Mo Tutal ) 4 33 £ = <2 3 % 28 0 2 4 % i
Provisioning - UNE Loop and Port Combinations
Average Delay Days for SWBT Caused Missed Due Dates F:eld WorklNo Field Work _
UNE Loop and Porl Combos 4 ReslBus. ,N,'Orde;s =5 — ' = -
Al GLECs SWBT 60
# Missed Avg No Avg. No. Z-Value 2.
Due Dates of Days of Days 50 t N T
401 K
30 + R "' ------ SWBT
™ ——#— AlCLECH]
4 20
Base < 3%
Base < 3%
Base <30 10
Base <30 s 00 N
Base <30 ¥ A 2
Base < 33§ 2 2 % 2 % 2
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